Raquel J. Webster
Senior Counsel

September 2, 2021

BY ELECTRONIC MAIL

Luly E. Massaro, Commission Clerk
Rhode Island Public Utilities Commission
89 Jefferson Boulevard

Warwick, Rl 02888

RE: Docket 5022 - Suspension of Service Terminations and Certain Collections Activities
During the COVID-19 Emergency — Terminations
Responses to PUC Data Reqguests — Set 6

Dear Ms. Massaro:

On behalf of National Grid,* I have enclosed the Company’s responses to the PUC’s
Sixth Set of Data Requests in the above-referenced matter.?

Thank you for your attention to this filing. If you have any questions, please contact me
at 781-907-2121.

Sincerely,

Raquel J. Webster

Enclosure

cc: Docket 5022 Service List
Jon Hagopian, Esq.
John Bell, Division
Linda George, Division

! The Narragansett Electric Company d/b/a National Grid (National Grid or the Company).

2 Per Commission counsel’s update on October 2, 2020, concerning the COVID-19 emergency period, the
Company is submitting an electronic version of this filing. The Company will provide the Commission Clerk with a
hard copy and, if needed, additional hard copies of the enclosures upon request.

40 Sylvan Road, Waltham, MA 02451
T:781-907-2121 ™ raquel.webster@nationalgrid.com ™  www.nationalgrid.com



Certificate of Service

I hereby certify that a copy of the cover letter and any materials accompanying this certificate was
electronically transmitted to the individuals listed below.

The paper copies of this filing are being hand delivered to the Rhode Island Public Utilities
Commission and to the Rhode Island Division of Public Utilities and Carriers.

September 2, 2021
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The Narragansett Electric Company

d/b/a National Grid

RIPUC Docket No. 5022

COVID-19 Emergency

In Re: Quantification of Waived Fees, August Update 2021
Responses to Commission’s Sixth Set of Data Requests
Issued on August 12, 2021

PUC 6-1

Request:

Does National Grid believe that the inability to charge late/interest fees is a hinderance to
collections of outstanding balances. Please explain in detail.

Response:

National Grid believes that the re-establishment of late payment charges is a critical part of
returning to business as usual in the post-Pandemic environment. Notwithstanding the loss of
approved tariff revenue, these charges serve to affect customer behavior. This is partially
evidenced by the tremendous growth in arrears since the suspension of late fees at the end of
March 2020.

For example, the 180+ day arrears have increased to approximately $49 million at the end July
2021 versus March 2020 for the combined electric and gas businesses. Although the threat of
termination creates the most powerful incentive for customers to pay their bills, the late payment
charge serves to condition behavior. Customers typically seek to avoid an additional fee. The
mindset that the late payment fee creates is one of avoiding a penalty if a bill is paid by a certain
date and the customer avoids the fee.

Prepared by or under the supervision of: Paul Leo and John Perla



The Narragansett Electric Company

d/b/a National Grid

RIPUC Docket No. 5022

COVID-19 Emergency

In Re: Quantification of Waived Fees, August Update 2021
Responses to Commission’s Sixth Set of Data Requests
Issued on August 12, 2021

PUC 6-2

Request:

If the prohibition on charging late/interest fees is lifted, what measures and means of
communications would [Name of Utility] utilize to inform customers that they will again be
subject to these fees on overdue balances? What does [Name of Utility] believe is a reasonable
notice period prior to the lifting of the prohibition to properly educate customers?

Response:

If the prohibition on charging late/interest fees is lifted, National Grid would utilize appropriate,
available, Company-owned communication channels and its COVID-related web pages to
communicate to customers that they may once again be subject to late fees on overdue balances.

National Grid believes that 30 calendar days, or one month prior to the lifting of the prohibition
on late fees on overdue balances is a reasonable notice period to educate customers.

Prepared by or under the supervision of: Janae Jones



The Narragansett Electric Company

d/b/a National Grid

RIPUC Docket No. 5022

COVID-19 Emergency

In Re: Quantification of Waived Fees, August Update 2021
Responses to Commission’s Sixth Set of Data Requests
Issued on August 12, 2021

Request:

Has National Grid determined if the waiver of credit card/debit card/online check fees has
resulted in better collections activities from any class of customers? If so, please explain/provide
data. If not, please explain. If the utility already absorbs these fees, please advise.

Response:

National Grid has seen an increase in the number of debit/credit card payments from residential,
commercial and low-income customers since credit/debit card fees have been waived. This
increase in the number of debit/credit card payments has also resulted in an increase in overall
dollar amounts collected. There was a 20% increase in credit/debit card payments during the
period February 2021 through July 2021 compared to the prior February 2020 through July 2020
period. There was an 18% increase in cash for credit/debit card payments during the period
February 2021 through July 2021 compared to the prior February 2020 through July 2020 period.
Please see Attachment PUC 6-3.

National Grid has also seen an increase in other electronic forms of payments, which reflect that
customers did not switch from what was before a free method of payment, such as Web or IVR
(electronic check), to payment using a credit/debit card due to the abeyance of the fee. During
the second quarter of 2021, National Grid saw an increase in the electronic check (ACH)
percentage to 64.5% (not including credit/debit cards), slightly greater than that of the second
quarter of 2021 of 62.7%.

Prepared by or under the supervision of: Lee Smith
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The Narragansett Electric Company

d/b/a National Grid

RIPUC Docket No. 5022

COVID-19 Emergency

In Re: Quantification of Waived Fees, August Update 2021
Responses to Commission’s Sixth Set of Data Requests
Issued on August 12, 2021

PUC 6-4

Request:

If the Commission were to lift the prohibition on assessing credit card fees, what is National
Grid’s intent on whether to reinstitute the fee? If the utility already absorbs the fees, this can be

N/A.

Response:

If the Commission were to lift the prohibition on assessing credit card fees, then National Grid
would notify its third-party debit/credit card processing vendor and request that it reinstate the
fee that it would assess customers using the service provided by the vendor.

Prepared by or under the supervision of: Lee Smith



